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Abstract 
The role and impact of organizational issues on information systems and their management remains a 
topic of interest in scientific enquiry. This paper presents a description of a research project of which 
the main aim was to study the relationship between organizational culture and information systems 
management as well as change readiness and information systems management. Data for this study 
was collected through the use of a questionnaire distributed to customer relationship management 
practitioners in the Netherlands. The questionnaire was based on theory and models found in research 
literature.  Building on previous research it was hypothesized that positive correlations exist between 
certain elements of organizational culture and elements of information systems management.  
The findings confirm that there is a relationship between certain organizational culture elements and 
information systems management elements. More specifically this research confirms the findings of 
earlier work and reveals the same pattern of correlations between the variables. In addition the 
findings suggest that there is also a relationship between change readiness and information systems 
management.  
 
Keywords: Organizational Culture, Change Readiness, Information Systems Management, 
Organizational Change. 
 
1 INTRODUCTION AND BACKGROUND 
Considering the importance that is being ascribed to IT-business alignment by organizations (Chen, 
2010) it is becoming less debatable whether there is a relationship between organizational issues such 
as organizational culture (OC) and the ability of organizations to manage information technology (IT) 
and information systems (IS). Evidence from research on this topic supports the argument that this 
relationship exists (Gouliemos, 2003; Leidner & Kayworth, 2006; Lowry et al., 2010; Shih et al., 
2010). The question that becomes more relevant is what the nature of this relationship is.  
This paper reports on a study of which the purpose was to investigate the relationship between specific 
elements of OC and Information Systems Management (ISM). In addition the relationship between the 
readiness of an organization to change and its ability to manage IS was also investigated. The goals of 
the project were to continue as well as extend previous research by Smit and Dellemijn (2011) by 
testing the relationship between the same variables using a different sample as well as by extending 
the focus area to include CR issues and how they may be related to ISM in this area.  
In order to provide some background it has to be mentioned that the original purpose of this project 
was to make a contribution to practice by generating an understanding of the OC, ISM and Change 
Readiness (CR) issues that may relate to, and influence the success of Customer Relationship 
Management (CRM) systems in the Netherlands. However the data that was collected also provided an 
opportunity to investigate the relationship between these concepts. It has to be noted at this point that 
for this study CRM systems is assumed to be a type of IS. Therefore for the remainder of the paper the 
terms IS and ISM are used.  
The first section reviews the literature on these topics and presents some research that precedes this 
investigation. This is followed by a description of the research process. The findings are presented and 
discussed and is followed by a concluding section that also offers some recommendations for practice 
and future research. 
In order to study the relationship between the various concepts one needs to use sound theoretical 
foundations to guide the thinking on these topics. The main concepts and the theoretical thinking 
behind them are briefly explored in the next section. 
2 LITERATURE 
This section firstly describes the theoretical basis of the three main concepts that were studied in this 
project namely OC, ISM and CR, and concludes with some reference to research on the relationship 
between the concepts 
2.1 Organizational culture 
As can be expected definitions of organization culture abound. Already in the 1950s Kroeber and 
Kluckhon (1952) commented on the big number of definitions and models. Some years later Ogbonna 
and Wilkinson (1990) suggested that there are “as many definitions of culture as there are so-called 
experts on the subject” 
These many definitions represent a broad range of views and perspectives on the topic. Nevertheless 
two themes emerge namely the distinction between observed or overt phenomena (such as behavior) 
and hidden or covert phenomena (such as beliefs). These two themes are succinctly summarized by 
Bower (1966) as well as Williams et al. (1994), as reported by Maull et al. (2001:305), who describes 
culture at its basic level as “the way we do things around here" and "the way we think about things 
around here”.  Within the context of this project and for the purpose of this paper this is the definition 
of OC that is used. 
Similarly a large number of authors have suggested several models related to OC. Examples are Deal 
& Kennedy (1982), Denison (1984; 1990), Denison & Neale (1996), Handy (1985), Hofstede (1980), 
Johnson (1988), Kotter & Heskitt (1992), Schein (2010), and Singh (2004).  
For the purpose of the study reported in this paper the X Model of Organisational Culture (Smit, et. al., 
2008) is used as a part of the theoretical foundation to study the relationship between OC, ISM and CR. 
The main reason for using this model is that it has a strong theoretical basis in many existing models, 
including some of those mentioned above, as can be seen in the original publication of Smit et al, 
(2008). Secondly because this research aims to continue previous research where this model was used 
(Smit & Dellemijn, 2011).  
 
The X-Model suggests that the culture of an organization can be described in terms of 5 core elements 
namely, Leadership, Strategy, Adaptability, Coordination, and Relationships. Each of these core 
elements contains sub-elements that serve to explain the core elements in more detail.  
The core elements are defined as follows: 
 Leadership: The ability of leaders in the organization to positively influence people to achieve 
organizational goals; 
 Strategy: The extent to which an organization is clear about its strategic direction; 
 Adaptability: The ability of an organization to stay in contact with change and respond to it; 
 Coordination: The extent to which systems and processes in an organization are aligned to deliver 
excellent services and products; 
 Relationships: The ability of different people, teams and groups in an organization to work 
together(Smit et al., 2008). 
This model has been used as the basis for the development of an OC diagnostic tool that has been 
validated (Forster, 2006). Items from this tool were used in the research that is reported in this paper. 
2.2 Information Systems Management 
One of the first efforts to understand how to manage information systems and information technology 
was that of Zachman (1987) who created a framework in this regard in which he managed to combine 
technology management issues with business perspectives. Henderson and Venkatraman (1993) 
similarly sought to understand the relation between business and information technology by looking at 
its external and internal elements. A further suggestion to provide some structure was that of Cross 
and Earl (1997). They identified four elements in the form of a ladder that need to be managed starting 
from the top (the business) with business processes followed by information, applications and then 
finally infrastructure (that is the technology). 
Using these and other ideas as a theoretical basis Bytheway (2004) proposes a framework that explains 
how one can avoid the well-known gap between the efforts to manage and achieve business goals and 
information technology (IT) initiatives within the organization. This framework is called the 
Information Management Body of Knowledge (IMBOK) and is depicted in Figure 2 (Bytheway, 2004).  
 
  
Figure 2: The Information Management Body of Knowledge (Bytheway, 2004) 
The central argument of this framework is that one needs to understand and have (or develop) 
competency in all of these areas (referred to as knowledge areas) in order to bridge the gap between IT 
and the business. Therefore the argument suggests that the organization needs to know how to 
strategize. However in order to achieve its strategic goals the organization needs to know how to 
manage business benefits. In order to achieve business benefits and manage them the organization also 
needs to understand its business processes and how activities are related to each other. Business 
processes in turn requires knowledge of, and need to be supported by, information systems, which in 
turn requires knowledge, as well as the support of the right infrastructure, in other words IT. 
The IMBOK served as the basis for the development of a questionnaire that has been found as 
statistically valid and reliable (Smit, 2008). The items from this questionnaire were therefore also used 
in the current study to investigate the relationship between OC and ISM. 
2.3 Change Readiness 
The topic of change management has become very popular over the last few decades and there are 
many publications, models, and theories about this issue (Todnem, 2005).  
For the purpose of this project the important question is how ready is the organization for change? 
Elrod and Tippett (2002) suggest that organizational change typically progress through three phases 
namely the first phase of relative normality, followed by a phase of disruption, which is then followed 
by a phase that is characterized by a new redefined normality. They refer to the phase as the “death 
valley of change”, where many projects can go wrong and potentially lead to failure of some kind. 
In light of this it can be argued that one needs an understanding of the issues that may be pertinent in 
terms of how ready the organization is for change. Several authors such as such as Kotter (1995), 
Mauer (1996), and Blanchard (1992) suggest factors that can influence the success of change projects. 
These include the number of simultaneously ongoing change projects (the more there are, the less 
change of success of yet another project), resistance factors, history of change project success, and the 
role of management and leaders. 
In order to study CRMS these theoretical concepts were used as the third theoretical anchor in this 
research project and the following concepts were operationalized: 
 Change Burden – referring to the amount of high priority change projects currently in progress. 
The assumption here is that if there are many ongoing change projects (i.e. the change burden is 
high), then the organization is less ready for yet another change project. 
 Track Record – referring to the history of positive results of change projects (or the change 
history). The assumption is that if there is a positive track record, the more the readiness for 
change. 
 Management understanding – referring to how well management and executive normally 
understand what is expected of them when it comes to supporting and dealing with change. The 
assumption in this case is that if management knows how to support change projects, then the 
organization is more ready for change. 
 Resistance – referring to the amount of resistance with which change projects are normally met. 
The assumption is that if change initiatives are not usually met with resistance, then the readiness 
for change is higher. 
 Cooperation for Change – referring to the ability of different parts of the organization to work 
together well to bring about change in the organization. The assumption is that if different units 
and teams etc. are able to work together well to bring about change, then the organization is more 
ready for change. 
2.4 Research on the relationship between organizational issues and information systems 
management 
Although there has been a steady stream of research and publications on information systems related 
topics and OC and how they may be related (for example Avison and Myers, 1995; Coombs et al. 
1999; Davies, 1991; Dogherty et al. 2003; Gouliemos, 2003; Kayas et al., 2008; Lowry et al., 2010; 
Shih & Huang, 2010) the knowledge on this area remains somewhat fragmented (Kappos and Rivard, 
2008). Leidner and Kayworth (2006) also offers an extensive review of research on the topic and 
comments on variety of views, approaches and perspectives on the topic.  
The advantage of using both the X Model and the IMBOK to study the relationship between OC and 
ISM is that both these models draw heavily on existing theory and models and may be argued to 
provide a more consolidated view of the area. In the next section these areas are brought together in a 
conceptual model that also presents hypotheses for this study.  
3 THE CONCEPTUAL MODEL AND HYPOTHESES 
Based on the literature review above the various models that were discussed can be combined to create 
a conceptual model as depicted in Figure 2. 
 
 Figure 2: The conceptual model of this study. 
 
The conceptual model essentially represents the three core concepts that were investigated as well as 
the sub-elements contained within each concept. In addition the model suggests that there are 
relationships between each sub-element of OC (as well as CR) and the sub-elements of ISM. At the 
high level view it needs to be clarified that the focus of this research is on the relationship between the 
technological sub-system (represented in this study by ISM) and the social sub-system (represented by 
CR and OC). This model is therefore not a linear or cyclical (circular) model.  
Earlier research presents the opportunity  to inform hypotheses for the current research as presented in 
Table 1. 
 
 Leadership Strategy Adaptability Coordination Relationships 
Information Technology    Pos. Corr.  
Information Systems      
Business Processes  Pos. Corr.  Pos. Corr.  
Business Benefits Pos. Corr. Pos. Corr.  Pos. Corr. Pos. Corr. 
Business Strategy  Pos. Corr.  Pos. Corr.  
Table 1. Hypotheses (based on Smit and Dellemijn, 2011)  
As can be seen in Table 1 the OC elements Leadership, Strategy, Coordination and Relationships are 
hypothesized to have a positive correlation with certain ISM elements. Most notable all culture 
elements except Adaptability are hypothesized to correlate with Business Benefits and the culture 
element Coordination is hypothesized to correlate with all ISM elements excluding Information 
Systems.  
The research reported in this paper therefore also aims to test whether the same patterns emerge as in 
the previous study (Smit & Dellemijn, 2011). 
Note that no hypotheses were set for investigating the relationship between CR and ISM because, as 
mentioned earlier, the literature only presents a somewhat fragmented view of this issue. This 
therefore presented an explorative opportunity. 
4 THE RESEARCH PROCESS 
The research process consisted of 3 phases namely preparation, data collection, and analysis. 
During the preparation phase the literature was studied, the concepts were operationalized and the 
questionnaire itself was prepared as well as the survey software and information technology 
environment where the questionnaire would be administered. The final questionnaire consisted of 4 
sections: 
 Biographical items 
 OC items 
 IMBOK items 
 CR items. 
The biographical items consisted of several types of questions including selection of managerial level, 
entering of organization name, and answering an open ended question about problems being 
experienced with CRM. 
The OC section of the questionnaire consisted of questions related to the 5 core elements of the X 
Model of Organizational Culture (Smit et. al., 2008).  
The IMBOK section contained about 5 items for each of the knowledge areas of the framework 
suggested by Bytheway (2004). These items were designed to explore ISM related issues in terms of 
these 5 knowledge areas. 
The CR section contained some questions on topics related to readiness for change as described in the 
literature review section of this paper. 
The last three sections contained items of the Likert scale type, where respondents had to select to 
what extent they agree or disagree with statements offered in the questionnaire. 
For data collection the questionnaire was presented online and CRM practitioners within the 
Netherlands were invited through several channels (including marketing by several organizations 
including the Dutch CRM Association, publisher SalsesExpert and a CRM Excellence) to follow a 
hyperlink to participate in the survey. Data was captured while responses were entered online. The 
collected data was then exported into software for analysis. 
After several weeks of data collection, participants from 43 organizations submitted responses to the 
questionnaire. The organizations represented are listed in Table 2. 
 
Nr  Organisation Name  Nr  Organisation Name 
1  Across health  23  Kia Nederland 
2  Alterim  24  Lucron 
3  Amgen BV  25  PricewaterhouseCoopers 
4  Antestare  26  Rabobank 
5  B&S  27  RVS Verzekeringen 
6  Bakker Hillegom  28  Saab Nederland 
7  Beckman Coulter Nederland B.V.  29  Skyline 
8  Bosch  30  Suiker Unie 
9  C&A  31  TE 
10  CE  32  Temet Nosce 
11  Credit Yard Group  33  Tourism Africa 
12  CRM Excellence BV  34  Uniek Graszoden 
13  Dalton Medical  35  Unilever Foodsolutions 
14  DBS  36  Unit 4 Agresso Accountancy 
15  De Goudse Verzekeringen  37  ViCi 
16  Diabetes Fonds  38  World 
17  E-Village  39  xout 
18  Expertisecentrum Informatica 40  Anonymous 1 
19  Gauchos Eindhoven  41  Anonymous 2 
20  Hampshire Hospitality & Leisure  42  Anonymous 3 
21  ion-ip b.v.  43  Anonymous 4 
22  KAS BANK   
Table 2. Participating organizations  
It has to be noted at this point that only one person from each organization responded, except in the 
case of two organizations where two people from these organizations responded. The results for each 
individual organization who participated in this study might therefore not necessarily be representative 
for that organization, because they essentially represent the view of only one person from that 
organization. The descriptions of the ISM, OC and CR issues of the sample can therefore not be used 
as representative of these organizations or as representative of organizations in the Netherlands.  
For the purpose of this report it would be assumed that the trends that emerge from the findings are 
representative of, and accurate for the sample of 43 organizations, and that these trends are indicative 
of potential similar trends in Dutch organizations in general.  
The responses to the open question in the biographical section were analyzed using constant 
comparative analysis as described by Robrecht (1995) and Glaser (1992).  
In order to obtain a descriptive understanding of the OC, CR and ISM issues in the sample the 
responses to the Likert type items were analyzed by counting all the positive responses and expressing 
them as a percentage (%) of the total number of responses.  
More important for this study however is that it is possible to conduct bivariate analysis on the data to 
determine if relationships exist between the variables. That is if one is willing to assume that the 
pattern of relationships exists universally and that these relationship patterns exist in a similar way in 
most organizations. This may of course not be true and further research is required to investigate this 
assumption. However in the absence of evidence that relationship patterns between the variables are 
different in different organizations and for explorative purposes it was assumed in this project that the 
relationships between the variables are universal (at least as far as one can refer to something as 
universal in the social sciences).   
Therefore in order to study the relationship between the variables Pearson r correlations were 
calculated for all OC elements, ISM elements, and CR elements. 
5 FINDINGS AND DISCUSSION 
In this section the findings are presented in four parts, the first three focuses on each major focus area 
of the study namely OC, ISM, and CR and presents descriptive findings for each concept. Scores are 
presented and briefly discussed. The fourth part presents the findings related to the relationship 
between the three focus areas. 
5.1 Organizational Culture 
The findings in terms of OC are depicted in Table 3. The focus is on "how things are done in the 
organization" in terms of the 5 core elements of OC. 
 
Leadership 80.0 
Strategy 55.0 
Adaptability 47.5 
Coordination 40.0 
Relationship 42.5 
Table 3. Organizational Culture Findings 
 
As can be seen in Table 3, Leadership (80.0%) seems to be rated high in these organizations which 
implies, in terms of the X Model (Smit, et.al., 2008), that leaders in most of the participating 
organization are able to influence people positively towards a specific goal. 
However when it comes to the other core elements all the ratings are somewhat lower. In particular the 
ratings for Coordination (40.0) and Relationships (42.5) are lowest, which respectively implies that: 
 Organizational systems and processes are not very well aligned, and 
 People (including groups of people) in these organizations do not work very well together. 
5.2 Information Systems Management 
Table 4 present the findings relating to ISM. In this case the focus is on how well organizations 
manage these areas. 
 
Information Technology 54.6 
Information Systems 21.1 
Business Processes 38.4 
Business Benefits 62.2 
Business Strategy 31.4 
Table 4. Information Systems Management Findings 
For the purpose of this study there were several items in the questionnaire for each of these 
competency areas. The score for each knowledge area, as presented in Table 4, depicts the average 
rating of all the items related to that specific knowledge area. 
The notable exception (in relation to the other scores) is the average for Business Benefits items 
(62.2%), which is significantly higher than the other scores. From Table 4 it is clear that ratings for all 
of the other knowledge areas are quite low. The ratings for Information Systems (21.1%) and Business 
Strategy (31.4%) are particularly low. When it comes to Information Systems a closer look at 
responses to individual items reveal that respondents believe that: 
 Their information systems do not support their efforts to reach CRM related business goals. 
 Reports from CRM related information systems do not help them to achieve their results. 
 Their information systems do not provide them with all the information they need about customers 
or partners. 
In terms of Business Strategy most respondents believe that: 
 They do not have good information systems and technology strategies 
 Information system and technology strategies are not aligned with business strategies 
 Decisions regarding investment in systems and technology are not guided by business strategies. 
5.3 Change Readiness 
For this section of the questionnaire some very specific questions were asked in order to obtain some 
information about how ready an organization might be for a change initiative. The findings are 
presented in Table 5. 
 
Change Burden 81.3 
Track Record 53.1 
Management understanding 56.3 
Resistance 21.9 
Cooperation for Change 71.9 
Table 5. Change Readiness Findings 
These questions focused on five specific issues that might influence the success of planned change 
projects. These issues are: 
 Change Burden – referring to the amount of high priority change projects currently in progress. 
The interpretation of scores in this case is a little different from other scores. A lower score is 
better, since it means that there are only a few important ongoing change projects and that the 
organization may have the capacity to deal with a new project. From Table 5 it is clear that that 
the change burden seems to be very high for most organizations. 
 Track Record – referring to the history of positive results of change projects (or the change 
history). In this case a higher score is better. In this survey about half of the respondents believe 
that their organizations have a good change track record. 
 Management understanding – referring to how well management and executive normally 
understand what is expected of them when it comes to supporting change projects. A higher score 
is better. The findings indicate that about half of the respondents believe that their management 
teams can support change projects. 
 Resistance – referring to the amount of resistance with which change projects are normally met. 
The findings indicate that very few respondents believe that change projects are not met with 
resistance, or to put it another way, it seems that change projects are most often met with 
resistance. 
 Cooperation for Change – referring to the ability of different parts of the organization to work 
together well to bring about change in the organization. The findings in this study indicate that 
most respondents think that different parts of the organization have the ability to work together to 
bring about change. 
5.4 Correlations 
The correlation analysis that focused on the relation between OC and ISM reveals the findings as 
presented in Table 6. 
 
 Leadership Strategy Adaptability Coordination Relationships 
Information 
Technology 
Pearson r ,464** ,297 ,296 ,473** ,400* 
Sig. (2-tailed) ,004 ,074 ,075 ,003 ,014 
Information 
Systems 
Pearson r ,313 ,499** ,343* ,466** ,164 
Sig. (2-tailed) ,059 ,002 ,038 ,004 ,333 
Business 
Processes 
Pearson r ,621** ,618** ,699** ,564** ,541** 
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,001 
Business 
Benefits 
Pearson r ,737** ,655** ,560** ,484** ,615** 
Sig. (2-tailed) ,000 ,000 ,000 ,003 ,000 
Business 
Strategy 
Pearson r ,577** ,612** ,527** ,417* ,452** 
Sig. (2-tailed) ,000 ,000 ,001 ,013 ,006 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
Table 6. The correlation between OC and ISM 
As can be seen the analysis reveals that there are moderate to strong positive correlations (above 0,40) 
between several of the elements. They are underlined in Table 6. Note specifically the strong positive 
correlations between the OC element Leadership and the ISM elements Business Processes (0,621) 
and Business Benefits (0,737). Fairly strong correlations were also found between the OC element 
Strategy and the ISM elements Business Processes (0,618), Business Benefits (0,655) and Business 
Strategy (0,612). Similarly strong a correlation exist between the OC element Adaptability and 
Business Processes (0,699), as well as between OC element Relationships and Business Benefits 
(0,615). 
When comparing the findings of this, the 2012, study to the findings of Smit and Dellemijn (2011) it 
becomes clear that there are indeed some similarities. In Table 7 the findings of the 2012 and the 2011 
project (and thus the hypotheses) are presented underneath each other for each of the pairs of variables 
As can be seen in Table 7 the correlations that were found to be moderate to strong in both studies are 
indicated in the grayed out cells. The findings of the current study also reveals additional moderate to 
strong correlations that did not emerge from the previous study. These are underlined in Table 7. Note 
for example the stronger correlations between Leadership and Business Processes (0,621) as well as 
Adaptability and Business Processes (0,699). 
 
 Leadership 
Strate
gy 
Adaptability Coordination Relationships 
Information 
Technology 
2012 0,464 0,297 0,296 0,473 0,400 
2011 0,215 0,308 0,188 0,443 0,255 
Information 
Systems 
2012 0,313 0,499 0,343 0,466 0,164 
2011 0,087 0,310 0,082 0,293 0,197 
Business 
Processes 
2012 0,621 0,618 0,699 0,564 0,541 
2011 0,246 0,466 0,243 0,562 0,314 
Business 
Benefits 
2012 0,737 0,655 0,560 0,484 0,615 
2011 0,461 0,480 0,322 0,637 0,516 
Business 
Strategy 
2012 0,577 0,612 0,527 0,417 0,452 
2011 0,182 0,455 0,172 0,450 0,240 
Table 7. Comparison of current findings (2012) with Smit and Dellemijn (2011) 
On comparison with the hypotheses presented in Table 1 it becomes clear that the expected moderate 
to strong positive correlations (higher than 0,4) once again emerge in the current study in exactly the 
same pattern as in the 2011 study. It therefore strengthens the argument that Leadership is correlated 
with Business Benefits, that Strategy and Coordination are each correlated with four of the ISM 
elements and that the element Relationships is correlated with Business Benefits.  
This allows for predictions regarding the ability of organizations to manage information systems when 
one considers its organizational culture. 
It is for instance possible to argue that when leaders in an organization are able to influence people 
positively to achieve organizational goals then it is likely that the organization also knows how to 
derive benefits from its business processes. Similarly when an organization is clear about its strategic 
direction (OC element Strategy) then it is likely that it understands its business processes, is able to 
manage the benefits it derive from it, and knows how to create an IS strategy. An organization that is 
able to align its systems and processes in such a way that it is able to deliver excellent services and 
products (OC element Coordination) is likely to have a clear IS strategy, understands how to manage 
the benefits it derives from well understood business process that are supported by knowledge and the 
presence of the appropriate IS and IT. And finally in an organization where people, teams and groups 
are able to work together well (OC element Relationships) it is likely that the organization also 
understands how to manage the benefits that it derives from its business processes. 
The correlation between CR and ISM was also tested and the results are presented in Table 8 where 
moderate to strong correlations are underlined. 
 
 
Change 
Burden 
Track 
Record 
Management 
understanding 
Resistance 
Cooperation 
for Change 
Information 
Technology 
Pearson r ,133 ,133 ,287 ,159 ,296 
Sig. (2-tailed) ,469 ,469 ,111 ,386 ,100 
Information 
Systems 
Pearson r ,384* -,001 ,360* ,155 ,075 
Sig. (2-tailed) ,030 ,995 ,043 ,398 ,684 
Business Pearson r ,018 ,204 ,396* ,502** ,156 
Processes Sig. (2-tailed) ,923 ,263 ,025 ,003 ,395 
Business 
Benefits 
Pearson r -,071 ,289 ,652** ,469** ,618** 
Sig. (2-tailed) ,699 ,109 ,000 ,007 ,000 
Business 
Strategy 
Pearson r ,233 ,323 ,412* ,167 ,132 
Sig. (2-tailed) ,200 ,071 ,019 ,360 ,471 
**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 
Table 8. The correlation between CR and ISM 
Strong to moderate correlations are revealed between the CR element Management Understanding and 
the ISM elements Business Benefits (0,652) and Business Strategy (0,412). Resistance to change is 
correlated positively with Business Processes (0,502) and Business Benefits (0,469), and Cooperation 
for Change with Business Benefits (0,618). 
This means that in an organization where management understands what is expected of them when it 
comes to supporting and dealing with change it is likely that the organization is able to also manage 
benefits and it has a clear IS strategy. In an organization where there is little resistance to change it is 
likely that the organization understand its business processes and can manage the benefits that it 
derives from these business processes. And finally an organization in which different parts of the 
organization are able to work together well to bring about change in the organization is also able to 
manage the benefits it derives from its business processes.  
6 CONCLUSION 
This paper presents a description of a research project of which the main aim was to study the 
relationship between OC and ISM as well as CR and ISM. Data for this study was collected through 
the use of a questionnaire distributed to CRM practitioners in the Netherlands. The questionnaire was 
based on theory and models found in research literature.  Based on previous research by Smit and 
Dellemijn (2011) it was hypothesized that positive correlations exist between certain elements.  
The scientific contribution of this research is a clear confirmation that, as suggested in the literature 
section, there is a relationship between OC and ISM. More specifically it confirms findings of an 
earlier study (Smit & Dellemijn, 2011) that certain elements of OC and ISM are related to each other. 
In fact exactly the same pattern of moderate to strong correlations was found as in the 2011 study. In 
addition the findings suggest that there is also a relationship between certain CR elements and ISM 
elements.  
A limitation of the investigation is the fact that the respondents to the survey were all CRM 
practitioners. This implies that they may have perceptions about their organizations culture, its change 
readiness, as well as its ability to manage information systems that differ from that of the rest of the 
organization, including users.  
A recommendation for future research is to do a repeat study with bigger samples from single 
organizations to determine if these patterns of relationships are unique or similar for different 
organizations. Furthermore the relationship between CR and ISM requires further investigation. 
Since this research builds on existing knowledge the contribution is mainly scientific in nature since it 
adds to our knowledge of this area. However in terms of the contribution towards practice it can be 
argued that since OC culture is a fairly stable phenomenon that takes time to change it is possible to 
use knowledge about the culture of an organization to address ISM issues that are related to OC 
elements since these may be somewhat easier to address. For instance if a culture diagnosis of an 
organization reveals that it struggles with the OC element coordination, then this can be used as an 
indication that the organization needs to address its ability to manage the benefits that it derives from 
its IT, IS and business processes; something that may be more achievable in a shorter amount of time 
than adjusting the culture of the organization.    
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